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Evaluation and Improvement Path of Local Government’s Integrated Service Quality

QIN Fang LIU MengJuan DENG YuJia
(College of Economics and Management, China Jiliang University, Hangzhou 310018, P. R. China)

Abstract: Integrated government services are of great significance in improving public service governance. Using Wuli-Shili-Renli (WSR) methodology,
this study constructs a multi-dimensional evaluation system for the integrated government services of local government. Moreover, this study uses fuzzy
comprehensive evaluation and fuzzy-set qualitative comparative analysis methods to comprehensively evaluate integrated government service quality, and
analyzes its multiple concurrent combination paths to improve public satisfaction. The results show that the integrated government service quality of Zhejiang
Province is “good”. Furthermore, any of single dimension of integrated government service quality is not necessary to generate high public satisfaction. In
addition, the nine configurations of integrated government service quality of local government affecting public satisfaction can be summarized into four paths,
namely S-driven, W-S-led, S-R-led, and W-S-R parallel. Local governments should consider its advantages and select the S-driven model to strengthen the
top-level organizational structure design. Then, the W-S-led and S-R-led models should be chosen to enhance the synergistic driving effect of the multi-factor
combination. The W-S-R parallel model should be used to explore strategies to improve the integrated government service quality.

Keywords: Local Government; Integrated Government Service; Service Quality; Evaluation System; Improvement Path
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